
June 28,2005 

Ms. Marlene H, Dortch, 
Office of the Secretary 
Federal Communications 
445 121h St.. SW, Rm TW-B204 
Washington, DC 20554 

Re: In the Matter of Telecommunications Relav Services and Speech-to-Speech Services 
,ibr Individuals with Hearinp and Speech Disabilities. CG Docket No. 03-1 23 

Dear Ms. Dortch: 

Please see the attached complaint information as mandated by the FCC for the State of 
South Carolina: 

Annual Complaint Log which includes the number of complaints received from 
June 1,2004, through May 3 1,2005, that allege a violation of the federal TRS 
mandatory minimum standards, the date of the complaint, the nature of the 
complaint, the date of its resolution, and the explanation of the resolution. 
Annual Tally Report with total complaints by category. 

If any further information is needed, please advise. 

Best Regards, 

k 6 a r r y  Morris 
TRS Administrator - South Carolina 

Attachments: 
1) Complaint Log Summary for Period of June 1, 2004 - May 3 1,2005 
2) Annual Tally Report for Period of June 1,2004 - May 3 1,2005 
3) Electronic Disk Copy of Complaint Log 
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iatomt waited fa her daughteh re~ponre. the opmor whistled in her 
m. r p ~ k a  in a very low. deep wics; and she r m m  hardly undem&nd him. 
perator braathad heavily as lhwgh bored. Apdqlired 10 customer. 

inslructions. Aaampted to relum the call 3 l i m s  but, but there was m answer. 

1OnYol Me( wim OpeatM. -he3 wrstar on the i-nce of IomW M dl d l r  Ma 
conffting typos. 

lot2404 Unable Io resdw, operator number nd adive at time of mmplaint. 

10125lM coached opemoron remaining pmferrbnal. 









Complaint Tracking for SC (06/01/200445/31/2005). Total Customer Contacts: 70 

m m 5  

u r n 5  

Dated Ex~kmatimofResdW - 
01/03/05 Met wkh operator on 1/3/05 and coached on lhe Frequently Dialed list pmcedure and ttx 

diahxd time. 

01/oM)5 Reviewed lke diSmnne3 pmedures w#h the operator. Operator understands the 

" .  ~~~~ ~~ ~ ~ 

Apol~gbed to lhe cuslwner and tdd her i would fornard this on'to the 
appmpMte a"wWis0r. CuJtOmer requested follow up. 

assisted in lhe di: and explained the AM. Curto-r was sailsfbed and apbreciated 
the quick call back. 

me wganer gates lhe wramr did mt keep her informrl Customer gaw 
operator number to call with instructions to ask for someone ~peclflc. 
Operatort~ped '(Ihank you. one moment plrr and 3 minutes iater, the 
operator dismnnened the line Apologized to customer. Foilow up requested. 

Cusmmerraalhatlketypographrermrsand mx'rweremnfusing. 
Customer made a m p l e  negative wmmeMS directed at the operator and 
r e d i a .  Apdcgii  to c u s t m r .  F d i w  up requested. 

02122105 Met wkh 0peratOr to review pmedures. Called customer back and informed her of the 
resolution. 

0212y(15 Operatorwar coached on remaining frmred and to t y p  nare carefully. Spoke Wkh 
customer abut  the re~olutlon and she war mis f i d .  

Ot124/05 Coached the operator on keeping the wstomers infonned 

.. - . . 
;he in curtmet had typed. A$ oprattmpted to tell the T r Y  user what mother had 

said. theTTYusertyped'klio". Opranemptedtorelaytwomoretimes bu t themuser  
kept on typing 'hew then hung up while opr was relaying msg. Correct pmcedurer were 
followed. Called cuStomer to explain slhration, she undemtwd and was satisfied. 

w n v e M t l ~ n  wkh end user even though the responses were not 
mmspondingtowhatshehadasked. Whencustomerfinished the 
mnverratlon. she typed 'GA' but there was no respmse h n  the operalc4 for 
5 minutes. ARer she said hello a few times, customer hmmi on the TIY 
announcement. She then received gamled mesager wilh a flickering ligM on 
her machine. She wailed amther 5 minutes and hung up because operator 
did mt respond. Customer Servlce response: Apologized to customer and 
iold her a mmplaird would be filed. Customer requested follow up horn a 
supervisor. Cali mcured on 2122/05. between t:58PM to 2:t5PM. 
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Complaint Tracking for SC (06/01/200445/31/2005). Total Customer Contacts: 70 

OZISR~ 

cummr for any inconveniem and stated mat this m l d  be taken care of. 

TTV CUItDmer requesfed lo haw? T N - m - r n  cr*l sa up if there was a tone. 
but agent tvped '(the pany has hung up, thanks for using m y  se-s sky. 
Custome,ddmtkmifthe-iverhlng"po"heroriftheaperat~'dd. 
Apdogied to the customer and tdd her I w l d  forward m i  on to the 
appmpme LUpeMSM.  Customer requested Mlow up. 

0 m R 5  Operator put call lhmugh with supervhh a s i s t a m .  Call was pmcessed a m d i n g  to 
pmcedurer. Not operator ermr. M s m  automatically rdls when one of the TTV users 
hang UP. Called customer back and explained that q p n t  is fairly new; that supemiulr 
asisled in the call: and explained the macm. Customer was satisfed and appmiated 
the quick call back. 

ozwm5 

02/22/05 

Operator wed '(mank you. one mment plsr and 3 minuter later. the 
operator disconnected the line. Apologired to c u ~ t ~ m e r .  Follow up requested. 

cumme, said that the lypqlraphic emm and XUX'S were mnhlSing. 
Customer made a mu@e negatwe Comments direded at the operator and 
redialed b+xkgized to cusvHlw. Fdlav up requested. 

02123105 Operator war coached on remaining facused and lo  lype more carefully. Spoke w& 
arstomer abut  the reSoIUtion and she war Satisfied. 

Customer said mal she was in maeonveMtim UlM end user when the 
operator imp led  her by tapping on the spacebar. CuHomer tap@ b k k  
on the spacebar to indicate Jhe was nol hniskd talking. Customer hnirhed 
mversfian UlM end u t a  even theugh the responses were na 
mrrerpordii to vhal she had asked. When cuJtOmr finished the 
mwrsaton,shetvpad'GA'buttherewarrorerpanrehommeopwatatw 
5 minuier. A k  she said hello a few times, customer turned on the TTY 
announCemem. She Um received garbled messages wm a nickenng ligM on 
her machine. She warn  another 5 minutes and hung up because operator 
dd nd respond. Cunamer ServM response: Apologized to arstomer and 
tdd her a mmplaint w l d  be filed. Customer requested follm up fmm a 
supervisor. Call -red on 2122105, beween 1:58PM la 2:15PM. 

02125105 Operator said that the TTY arsomeh msg was garbled Y) she ahempled to stop the 
garbling by pressing the spacebar. The mdher said .I have to go answer the dwr.  I s  an 
mergeno/'lhen m e  back while TTY customer was nil1 lyping. Opr pmceeded to voic( 
what me TTY wot~mw had lyped. As o p  anampled lo tell the TTY u w  what mc4her ha< 
said, the TTY user typed 'hello'. Opr anempted Io relay two more times but the TTY usen 
kept on lyping "hello. lhen hung up while opr was relaying  my^. Correct procedures were 
followed. Called customerlo explain situation. she undersex and was satisfied. 
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Cuslomer said mat lte lypographc e m s  and uu's were confusing. 
Curtamer made a muple nega6ve mmmem?, d i d  at me operator and 
r e d w .  Wdqiied to customer. F d h  up requested 

022305 Operator was mafhed on remaining h s e d  and to lype mwe carefully. Spoke with 
cudomer sbwi the resolution and she was MisfRd. 

Curtomer said mat she was in maConwMtlon wth end user when me 
operator intermpled hw bytapping on the spacebar. Cudomertapped back 
on 
mnwMdOn with end user ewn lhaugh me responses were ml 
wnesponding to what she had asked. When customer finished the 
a n d a r .  she typd 'w M mwe was no response horn me opratot fw 
5 minutes. ARer she said hello a few timer, cudomer turned on the T r f  
annwunmmt. She men received garbled messages vnth a flickwing light M 
her machine. She waited a m  5 minutes and hung up because operator 
did rot respond. Customer Service response: /\pologked to cusmmer and 
told her a mmplairn would be filed. Customer requested follow up horn a 
supervisor. Callarurdon2t22m5,berween 1:58PMt02:15PM. 

022905 Operatw said Mat the TIY customeh mrg was garbled si she aaempted to stop the 
gaming by pressing the spacebar. The mOmer said .I have to go answer the dmr. ).s an 
em9rgerW Came back while rlY c u d m  WBS dill typing. Opr pmceeded lo voice 
what lhe TIY CUSlCm?, had tyW. AS opr Sttempted to tell the TTY use( what m m k  had 
said, the TTY user typed *hello". Opr Stteernpted to relay two more timer but the TTY user 
kept on typing 'hello' then hung up while opr was relaying m g .  C o r m  pmcedures were 
follaued Called cuslometto explain stustion. she umerrtwd and was satisfied. 

spacebar lo indicate she war not finished talking. Customer finished 

you. one mmrn ptsr and 3 mimes istter, the 
the lime Ap0lq)lzed to customer. Follwl up requested. I I 








